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Introduction

uBernie Dana, Chair of AHCA 
Quality Improvement 
Subcommittee

uAmerican Health Care 
Association (AHCA)
– 11,000 facilities
– Both for-profit and non-profit
– Variety of care settings



About Our Customers

uNursing home care – no one 
looks forward to it

uConsumers not educated
uServices continue to evolve and 

diversify
uPrimary customers –

residents/families



Marketplace and 
Consumer Choice

uHealth planning: limit supply and 
usage

uCertificate of Need laws
uConsumer choices limited
uProviders assured high occupancy 

rates
uLittle incentive to compete
uAlternative services reduced 

demand
uConsumer choice returns



Financing PatchworkFinancing Patchwork

Medicare

Medicaid

Private 
Pay

Long Term 
Care 

Insurance



Consumer Choice - Ability 
to Pay

uMedicaid and Medicare as payment 
source

uMedicaid is for the poor
uMedicare is federal health insurance
u65% of Nursing Home residents are 

Medicaid eligible
uLess than 10% qualify for Medicare
uRemainder pay from own resources



How Consumers Become 
Informed

uPrint, media and web supplement 
personal contact with referral 
agents

uPositive relations with residents, 
families, and staff for word-of-mouth 
advertising

uVisits by potential customers
uMedicaid allowable advertising cost 

is limited



Print and Media Ads

uList services and facility 
features

uQuality claims usually limited
– Quality award announcements
– Resident/family testimonials

uIdentify licensure level (Skilled 
Nursing Facility, Nursing Facility, 
Assisted Living)



Consumer ResourcesConsumer Resources

AHCA produces free 
pamphlets for 
consumers – tools to 
educate and clear up 
common 
misconceptions

Available at www.longtermcareliving.com



Quality Information

uResults of federal inspections
– Surveyor inconsistencies
– Subjective process focused on 

paperwork
– Consumers can access results
– Confusing and misinterpreted



Nursing Home Compare 
Website

CONFUSING 
FOR 

CONSUMERS

CONFUSING 
FOR 

CONSUMERS



Nursing Home Compare 
Website

uFederal inspection data - annual
uQuality measures – quarterly
uQuality measures are flawed

– Don’t reflect respect, responsiveness, 
living environment and quality of life

uDubious value for choosing nursing 
home

uMust be supplemented with personal 
visits



Solutions

uState-wide consumer guide 
examples
– Michigan
– West Virginia
– Ohio

uConsumers prefer satisfaction 
results



Tellis-Nayak Research

u11,715 families in 504 nursing homes
uFamily & staff satisfaction measure 

facility’s quality and performance
uFamily satisfaction links to:

– Quality of care
– Stability and devotion of staff
– State survey results
– Overall operation of facility



SAMPLE:SAMPLE:

Model Model 
Consumer Consumer 

GuideGuide



AHCA Model Consumer 
Guide

uEncourage state affiliates to 
develop Consumer Guide

uReports three year trend for:
– Overall satisfaction of families
– Families’ willingness to 

recommend
– Staff’s willingness to recommend
– Inspection data



AAHSA, AHCA & the 
Alliance sign covenant



Quality First Initiative

uLaunched July 2002
uPartnership between

– American Health Care Association (AHCA)
– American Association of Homes and 

Services for the Aging (AAHSA)
– Alliance for Quality Nursing Home Care

uCommitted to healthy, affordable, and 
ethical long-term care

uRooted in seven principles and six 
outcomes

uNational Commission



Nursing Home Challenges

uStaff Shortage – immediate need for 
52,000 nursing assistants

uExponential growth in 85+ age group



Nursing Home Challenges

uFunding crisis 
for Medicare 
and Medicaid
– $3.5 billion 

annual 
Medicaid 
shortfall

– Nursing homes 
in financial 
straits
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ProvidersProviders AreAre
Seeking SolutionsSeeking Solutions



Informed Choices

uCommitted to provide 
consumers:
– Reliable, valid, and timely 

information
– Ability to make informed choices

uIntent on hearing  the voice of 
our customers



Nursing Homes: Pursuing 
Consumer Choice and 

Quality
Bernie DanaBernie Dana


